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The first quarter of 2016/17 has been challenging because of significant increases in intake. DP complaints/concerns cases are up just under 25% when 
compared to the same quarter last year and FOI cases are also up nearly 20% on those received last year. Self-reported incidents are also rising. Despite 
some good overall productivity returns, overall caseloads have increased. In general this has not directly impacted on the service that we have been able to 
provide at the moment, but there is a risk that it will do so as the age of cases unresolved increases. Business areas continue to recruit in an attempt to 
increase capacity and overtime is currently being offered to mitigate impact on services we offer. 


In contrast, following the introduction of our new 'live chat' service and a new nuisance call reporting tool, we saw some very encouraging signs of positive 
'channel shift' and increased self service in our highest volume customer services this quarter. 


This saw a reduction in our customer contact enquiry caseload during the quarter at the same time as the service dealt with approximately 10% more 
customers. This is a very promising indication of how our push to embed digital services in our highest volume operations is already contributing to improved 
public service and productivity. 


Simon Entwisle 
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Case types can change as work is progressed, which means work can move between caseloads. 
*Some self reported incidents were recorded as Enforcement cases prior to April 2014. 
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The number of notices or undertakings actually served may differ to the number of cases closed as some cases can have more than one notice type served on them or a number of cases with one Data Controller 
will result in a single notice or undertaking being served. 


